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Separate Paging Is given to this Fart in enter that it may he filed as 
a separate compilation 


ftfarafer gferm 


feaft, 25 ttt, 1988 

TT.ft. TT. 11013/1/88 5 T 9 T 1 .-I:— flVFTT ft 
ftfftnsr qfowOT fttm ftfe ftmw faftnnrr T*rrfw 
apr fartf ?r fen | 1 vx fafermr % w art 
fatwT; Tt ww-ferr ^rmr ftk fr? ^rcr 
grmT % nfer tt feir 1 

2 . fer ftftfftT feprTTfefefTT 5 TTT falWraf T^rffe 

•aft-ftmaRfr =pt fwroT Tfttfer wrrrfsr % ftfaTTft 
gtfrr eft iff f^rm ^mrr aft feniwr *ft gwl 
*pfen 

3. ^a% ferrCtf farm fftfeftfef f :•— 

(i) hi faftaim fwrHerWr # Tmfeparfe % 
arft ftmf <jft arr^ ftaj<s: ftft fttr ferrar 
qft ftm *rmft % wr Tft mr ft T*rft % 
^ THfeT %fesfftsftfTar Wft 
% ssfthtt ftferaff tt ferrr Tfer i 


(ii) w fa-fernr *ft fer *ft sfe ft feft *ft 
ftftfsrar ftemw/fftmrr am sr^m* 
TtfHfeft ft -gTsrs twt/s fer fenft tt srfar- 
tht ftirr 1% wt fesiTar Tft fewft, 

f^T«T T afa ft fftWTT THT | affT 

ttt faftT ftfafer Tnrofr Tft gmrr fepprar 
nfe nfr nfttfer to ft ft ft *rf 1 1 <sft 
feff m*rft ft ^rft fft&rrar feft nrsfe 
suffer prefer ft aft# wft ftrfe | aft 
ftftffe fefer/ferrT *ft gfftar fen ^rrarr 
fern - 

(iii) qft fefr *rfer ft fafenrr-r ft^^Yfe 

fWIHcr aft Sift, 3 ftT ifeTST ST ft 

Hfft fawn W I aft Hf TIT% TT STfRT 
faTirfrw TJ^rr sftr wrft ftftfsrar ftsrrar/ 

fftmiT % ftsftfafer STTi WTT felt TTTft 

% fer sftr Tftfer Trrft % fans ftferr 1 nfft 
femar T?r ferr srrTft ftarr ftarraftfa srffft 
sfft | aft faferrr arrftt srsft^ran ft wfTO 
srfarnftftf ^rt^r ftm amfer ffarr sftr 
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q? sqqqq qfair i tfqfaq 

wuimjkrm fa&rr?rq qr qTfrcs srfspfnrt 
q'ser qfr fcrsrfwf Pmrt^HTC mu Irqr 
afn fcrqnfrsir % stott qrq% % mu Jf 

sTfaw qrffa q$qr i 

(iv) uk 3^ % fJT^IFR ^ ^ 'TTrFT |fa 

wz qrnf qr qro^q % qfa uu^um, 3ft qr 
qrT sr^nor | qt m *rr*i% qrt (fafaq 
qrfaqrpct % TOT (TffafTf uvu umT faqpftq 
srfa, sft *ft ft, % fatr w^rr i 

(v) qfa faqsrfaqr faqqqqf % fatTroq iffcnroq 
qr fafapqqr it fafat srftrorct q?t affa it 
qrF?re qr qqfa qfa qrr tot qror | eft 
qq% fa^pf) qfa qr*rt spnNi^r % *nw 
it fa^?rraq qqfror fqqrrfTOr *ffaqr i 

(vi) q§ fa^nror sntq if urmm^ix %fa*q 
fafacr qTOrqr/faqrqt % qqq if fawreff to 
faqro qfadi;— 

(q?) ifawr; 

(tr) top faqrq; 

(q) ^ faro fasmr; 

(q) snfqp wm faqn to #fatr umu i 

5 TTO q'qTrTq/fqqrq qqq-qqq TO qfafaTOT 

qfaq % qfafar % srafa qTfqq fro* qfair i 

(vii) q| fa^nroT^fafaWt wf qTfaff fafa 
farm it fair TOTOTq/faqrq TO qifa qqm 
% tot to farorqr to to ft, rfafa qff 

, tsNt i qfa fwpfat to tft fronT q£r 
totot farro qqsr irqT rfasrt mqm, (qqror, 
torito qfroq fafa totto TOqf % rfafaRr 
qrwr to stfpr) qrfafaqqr qfqqrq qr 
qm% wt srpnsffqff ?mr faqq qrot 
% faq Frrfqqro srfaqiq faffar ff i 

3. qf fa^rorq x snfa, 1988 % to# qfaro i 

qf.qf. jtot, qqqq qfaq 

qfasr 

totot faqT toto |faq^ qnq %qqrqrTO 
qrqqq if qqTfer faqr qrq i 

q^ qr qrro faqr qw |fa?q qqr?qr # srfafarfa 
qrTrr top: % qqf Tfamq/fqqrqf mr w4t ti^t 
qrym /qq Pi^q mi tin ?pq qqr qqfacff qfr ffql 

< 3 Tfa i 

qt.qf. q*qq, qqqq qfaq 


CABINET SECRETARIAT 
RESOLUTION 

New Delhi, the 25th March, 1988 

_ F. No. A-11013/1/88-Ad.I.—The Government hav e de¬ 
cided to set up a Directorate of Public Grievances in the 
Cabinet Secet»riat. The head of the Directorate shall be 
designated as Director and shall held the rank of Secretary 
to the Government of India. 

The Directorate shall entertain grievances from public 
after the complainants fail to get satisfactory redressal from 
the Ministry/Department concerned within a reasonable 
period of time. 

3. The terms of reference are given, below :— 

(i) The Directorate shall take up the complaints accord¬ 

ing to the norms laid down for the purpose after 
fully satisfying itself about the bonafides of the 
complainant and keeping in view the gravity of the 
subject matter of trie grievance. 

(ii) The Directorate shall be authorised to call for the 

relevant files/papers from any Ministry/Depart¬ 
ment concerned and its subsidiary offices with a 
view to examining whether the grievance has been 
dealt with in a fair, objective and just manner and 
whether a decision containing leasors has been 
communicated to the complainant within a reason 
able time. Where the Directorate calls for the 
files directly from an attached/subordinate office, 
the Ministry/Department concerned shall be kept 
informed. 

(iii) Where the Directorate is satisfied that the grievance 
has not been dealt with in a fair, just and objective 
manner, it 'shall make a suitable recommendation 
on the case and communicate the same for con¬ 
sideration and adoption by the Minister/Secretary 
of the Ministry /Department concerned. If the sub¬ 
ject mattei of the grievance is of inter ministerial 
nature, the Director shall constitute a collegium 
of senior officers under his chairmanship and the 
collegium shall make a suitable recommendation. 
The recommendations made by the Directorate or 
the collegium of senior officers shall, as a rule, be 
adopted by the Ministry/Department concerned and 
orders passed on the case in accordance with the 
recommendation. 

(iv) If during the course of the enquiry, the Directorate 

finds that there is evidence of corrupt practice 
or dereliction of duty, as the case iroy be, it shall 
remit the case to the authority concerned for a 
vigilance enquiry or departmental enquiry, as the 
case may be. 

(v) If delay or inaction in redressal of public grievances 

indicaies repeated or grave default on the part 
of an officer, the Directorate shall recommend ap¬ 
propriate action to be taken against him. 

(vi) The Directorate shall initially take up grievances in 
respect of the following Ministries/Department of 
the Government of India :— 

(a) Ministry of Railways; 

(b) Department of Posts; 

(c) Department of Telecommunications; 

(d) Banking Division of Department of Economic 
Affairs, other Mmistri'cs|Departmeuts w'U be ad- 
ed from time to time under the orders of the 
Cabinet Secretary. 

(vii) The Directorate shall not concern itself with policy 
matters or where a grievance has already been dis¬ 
posed or at the level of tjie Minister incharge of 
the Ministry/Department, it shall also not enter- 
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tain, grievances relating to service matters (exclud¬ 
ing those relating to payment of terminal benefits, 
like gratuity, GPF), commercial contracts or cases 
which are sub-judice or where quasi-judicial proce- 
duties are pres Weed for decision making. 

3. The Directorate shall function will effect from April 
1, 1988. 

B. B. TANDON, Jt. Secy. 


ORDER 

Ordered that the Resolution be published in the Gazette 
of India, Extra Ordinary. 

Ordered that a copy of the Resolution be communicated 
to the Ministries Departments of the Government\of India 
and all State Government/Union Territories and all other 
concerned. 

B. B. -TANDON, Jt. Secy. 
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